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OVERVIEW OF THE ORGANISATION 

The University of Deusto (UD), founded in 1886 by the Society of Jesus, offers a wide range of undergraduate 
degrees, double degrees, master’s and doctoral programmes across nine fields of study: Business, Law, 
Languages and Communication, Social Sciences, Politics and International Relations, Theology, Education and 
Sport, Health, and Engineering. In recent years, the University of Deusto (UD) has also increased the volume 
and impact of its research. 

The UD is guided by a University Project centred on the value of the individual. Its aim is for students to become 
not only outstanding professionals but, above all, individuals shaped by values such as freedom, solidarity, 
justice, and peace. 

Deusto also promotes an entrepreneurial spirit, placement-based learning through dual programmes, and 
employability, offering placements for 100% of its students. The University is further distinguished by its 
specialised research, commitment to justice, and international outlook.  

More than 11,000 students are enrolled at the University, of whom one in seven receives a scholarship, 
alongside around 4,000 students in Continuing and Executive Education, at an institution with over 130 years 
of experience. Deusto is a centre committed to innovation and digitalisation.   

Furthermore, academic, teaching and research activities are supported by the University's Functional Areas 
and Services including the New Student Information Service, the General Secretariat, the International 
Relations Office, the Student Support Office – Ikaslebulegoa, the Guidance and Careers Service, the CRAI 
Library – Learning and Research Resource Centre, Deusto Hall of Residence, Information Technologies, and 
others. 

The following is a brief description of the Functional Areas and Services included within the scope of this Quality 
Manual, such as the University Library, the Careers and Employability Service for Graduates (DeustoAlumni-
Employment), the New Student Information Service, the Accommodation, Kitchen and Dining Services (Deusto 
Hall of Residence), and the Information Technology Unit. 

The University of Deusto is an integral part of the University, serving as a support service for teaching and 
research programmes. Its functions include selecting, processing, preserving, and disseminating bibliographic 
and documentary collections, as well as providing the University community with access to information from 
other libraries and documentation centres.  

From its inception, the aim was to provide the University of Deusto with a high-quality library, and its collections 
have since grown to become one of the leading libraries in the Basque Country. The Library holds a 
multidisciplinary collection, with strong representation in the Humanities, Social Sciences, and Pure and Applied 
Sciences, particularly Engineering. 

It houses over 1 million volumes, including around 14,000 periodical titles, as well as a range of special materials 
such as maps, microforms, CD-ROMs, DVDs, and more. The Library also maintains an extensive digital 
collection, offering electronic resources such as databases, journals, and monographs. 
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The Library has evolved over the years in response to changes in university teaching and learning models. Its 
services and modes of use have developed to meet new needs, in line with reforms in university curricula. 

In January 2009, the new Library on the Bilbao campus was inaugurated as a Learning and Research Resource 
Centre (CRAI), designed to meet the objectives of the University of Deusto’s Education Model. This model 
promotes pedagogical innovation in teaching and learning while providing a dynamic and flexible learning 
environment in line with the new framework established by the European Higher Education Area. In July 2021, 
the San Sebastian campus library, located in the Larramendi building, was opened.  

The Libraries on both campuses have been designed as highly versatile spaces, capable of adapting quickly 
and easily to changing needs. The aim is to provide the best possible information services in support of teaching, 
learning, and research. To this end, the Library offers an open collection available to the University of Deusto 
community, as well as to academic staff, researchers, and professionals worldwide. 

DeustoAlumni-Employment was established to address two of the objectives that define the University of 
Deusto Education Project: graduate employability and ensuring quality throughout their professional careers. In 
pursuit of this dual commitment, in 1999 the University began collaborating with the Basque Employment 
Service, and in 2002 it established the University–Business Area, thereby expanding the employment mediation 
and placement functions it had previously carried out. 

From January 2004, the University launched a strategic and ambitious project called DeustuLan, aimed at 
establishing a Careers and Employability Service for Graduates. Its purpose was to provide University of Deusto 
students and graduates seeking employment with the human and technical resources required to enhance their 
prospects of a successful transition into the workforce. The DeustuLan logo was replaced by DeustoAlumni in 
2011. 

To enhance the employability of its users, Deusto Alumni offers a range of services, including career guidance, 
employment mediation, collaboration with the Basque Employment Service, scholarship and professional 
internship programmes for graduates, recruitment processes, company presentations, and the organisation of 
special events such as the Employment Forum. 

The New Student Information Service, part of the Marketing and Promotion Area within the Department of 
Communication and Marketing, promotes UD’s academic offerings to secondary school students, vocational 
training students, university students, graduates, families, professionals, and school careers departments, as 
well as to professionals seeking specialisation or lifelong learning opportunities. 

At its inception in 2003, the Service took on the task of maximising the network of contacts that the University’s 
various centres had developed in previous years, while also ensuring coordination between them. Each school 
has a designated contact within the New Student Information Service, which provides careers advisers with 
access to UD’s academic offerings and activities. 

As part of its work promoting UD’s undergraduate programmes, the New Student Information Service holds 
meetings with school careers advisers, organises information sessions at schools and on UD campuses, runs 
practical activities and workshops by field of study, conducts Open Days and subject-specific Information 
Sessions, and participates in Education Fairs. For postgraduate programmes, academic offerings are promoted 
through online information sessions, Open Days, and participation in Education Fairs. 
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With the implementation of CRM and ActiveCampaign tools, which enable more effective management of 
relationships with different groups, the aim is to enhance support for secondary school students, vocational 
training students, graduates, university students, tutors, professionals, families, and careers advisers. 

Deusto Hall of Residence is part of the University of Deusto. It was originally established as a College of 
Higher Studies and was legally recognised as a Hall of Residence in 1961. Its main aims are to: 

- Provide a suitable environment for communal living and study. 

- Provide personalised support to all residents. 

- Promote values of respect for the individual, equality, and solidarity, as well as, more generally, values 
inspired by Christian humanism. 

- Encourage a sense of responsibility and the development of good study habits. 

- Offer complementary training through participation in the hall’s activities or the development of personal 
initiatives. 

The mission of the Information Technology Unit is to design, plan, manage, administer, and secure the 
Information and Communication Technology (ICT) infrastructures and services provided to the University 
community across teaching, research, and administrative management. 

Its responsibilities and functions are set out in Article 105 of the General Statutes of the University of Deusto, 
which states: “The University shall have an IT Service responsible for meeting the equipment and IT 
development needs of the University’s centres and services.” 

Key functions include:  

- Developing the University’s overall policy on information and communication technologies. 

- Planning, managing and securing the University's ICT infrastructure across its campuses and centres. 

- Providing technological support for the design, planning, implementation, and maintenance of the 
University’s information systems and technology platforms. 

- Offering assistance and support to the University community in the use of ICT services provided by the 
University. 

- Ensuring the quality of service provided to users.  

The Quality Unit at the University of Deusto was established in March 2004 with the aim of providing advice 
and technical support for all Quality Improvement activities, addressing the University’s quality-related needs. 
Its primary objective is to promote and implement the quality policy in teaching, research and management, and 
to ensure that this policy is systematically and continuously evaluated to promote and develop the University's 
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quality strategy and processes.  To this end, it provides advice and technical support to all members of the 
University community. 

It is mainly involved in the following activities: 

- Developing the University's strategy for quality, processes and continuous improvement;  

- Defining and implementing the VERIFICA, MODIFICA, ACREDITA programmes for the degree 
programmes delivered by the University’s Centres; 

- Defining and implementing Quality Management Systems (AUDIT) across the University's Centres; 

- Providing support for Institutional Accreditation in the Centres; 

- Providing support for the development and implementation of recognition for dual degrees; 

- Providing support for the development and implementation of recognition for the internationalisation of 
degree programmes; 

- Defining and implementing strategies, quality models (ISO 9001, EFQM, strategic planning, process 
management, 5S methodology, etc.) and/or the most appropriate management tools for the Faculties, 
Centres, Functional Areas and Services at the University;  

- Measuring the satisfaction of the University's stakeholders to obtain and analyse information on the quality 
of processes (teaching, internships, mobility, job placements, etc.), defining actions that contribute to the 
continuous improvement of the University's processes; 

- Providing continuous education in areas related to quality management to facilitate the proper 
development of teaching, research and management activities; 

- Collaborating with institutions and promoting knowledge transfer to contribute to quality improvement in 
Higher Education. 

 

1. PURPOSE AND SCOPE  

This Quality Manual aims to define the commitment of the University's Management and establishes the 
quality policy and objectives. It also outlines the system’s scope, the organisational structure, the main 
lines of action across the various activities of the Functional Areas and Services, and the allocation of the 
necessary resources.  

These activities are those carried out to ensure quality and compliance, achieve full customer satisfaction 
and take actions aimed at continuous improvement, based on the organisation's process-based 
management.  
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This manual has a twofold objective. On the one hand, it serves as a living document and a reference for the 
staff in the Functional Areas and Services in carrying out any actions, activities, or decisions deemed necessary 
and directly or indirectly related to the quality management system. On the other hand, it provides information 
about the quality management system to any organisation that may require it. 

The Quality Manual, like all other documents within the system, is owned by the University of Deusto, and all 
rights of full or partial reproduction are therefore reserved. Its use by third parties for purposes other than those 
specifically authorised is prohibited. For greater transparency, the Quality Manual is available on the University 
of Deusto website for anyone wishing to consult it. 

The Quality Unit fully endorses the content of this manual and of the quality documents referenced within it, 
supporting and promoting all actions aimed at ensuring its full implementation. Likewise, this manual and the 
related documents are mandatory for all staff in the Functional Areas and Services, in the sections applicable 
to each of them.  

 

2. NORMATIVE REFERENCES 

The following documents were considered in the preparation of this manual: 

- UNE-EN ISO 9001:2015 Standard. Quality management systems, Requirements. 

- UNE-EN ISO 9000:2015 Standard. Quality management systems. Fundamentals and vocabulary. 

 

3. TERMS AND DEFINITIONS 

The normative terms used in this manual, in the process sheets, in the procedures, and in the rest of the Quality 
Management System documentation are taken from the above-mentioned Fundamentals and Vocabulary 
standard.  

 

4. ORGANISATIONAL CONTEXT 

4.1.  UNDERSTANDING THE ORGANISATION AND ITS CONTEXT 

The responsible Vice-Rector’s Office identifies and reviews annually, as part of the Management Review of 
the Quality Management System, the external and internal factors that may affect its ability to achieve the 
intended results, using a SWOT analysis (Strengths, Weaknesses, Opportunities, and Threats) or another 
diagnostic tool carried out by each Service. 

Based on this analysis, the requirements of the Quality Management System for the following academic year 
will be planned. 
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4.2.  UNDERSTANDING STAKEHOLDER NEEDS AND EXPECTATIONS  

The responsible Vice‑Rector’s Office annually identifies and reviews stakeholders’ expectations as part of 
the Management Review of the Quality Management System. Following this analysis, the requirements are 
planned, and it is determined which of the expectations are included in the Quality Management System.  

 

4.3.  DEFINING THE SCOPE OF THE QUALITY MANAGEMENT SYSTEM 

The Quality Management System defined in this manual applies to the services provided by: the University of 
Deusto Library for its Bilbao and San Sebastian campuses, the Graduate Careers and Employability Service 
(DeustoAlumni-Employment), the New Student Information Service; the Accommodation, Kitchen and Dining 
Service of Deusto Hall of Residence; and the Information Technology Unit for its Bilbao and San Sebastian 
campuses. The system is based on the requirements of the current international standard UNE‑EN ISO 9001. 

The requirement in point 8.3, “Design and Development of Products and Services,” of the UNE‑EN ISO 9001 
standard does not apply, as this exclusion does not affect the ability or responsibility of the Services to provide 
a service that meets customer requirements and applicable legal or regulatory requirements, except for the 
Graduate Careers and Employability Service (DeustoAlumni‑Employment). 

Regarding point 7.1.5, “Monitoring and Measuring Resources” of the reference standard, this requirement 
applies only to the Kitchen and Dining Service of Deusto Hall of Residence, due to the thermometers used for 
temperature control, and to the Library, where it is managed through the Supplier Evaluation Operational 
procedure  (P‑EVA). 

 

4.4.  QUALITY MANAGEMENT SYSTEM AND ITS PROCESSES 

The University of Deusto, through its Quality Unit, has a documented, implemented, and up-to-date Quality 
Management System in accordance with the reference standard. This system is composed of the 
organisational structure, responsibilities, processes, action procedures and resources established within 
the Functional Areas and Services to implement quality management. 

The system is maintained and continuously improved through the application of the quality policy and strategic 
objectives, the analysis of audit results, data evaluation, measurement of customer satisfaction, improvement 
actions, and review of the system by the Quality Unit and the relevant heads of the Functional Areas and 
Services in each case. 

The University of Deusto has defined a Process Map (Figure 1) that identifies all processes related to the 
Functional Areas and Services within the scope of the Quality Management System, as well as their 
interrelationships. The aim is to:  

- Ensure understanding of, and compliance with, the system’s requirements. 
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- Clearly define the value added by each process. 

- Establish indicators aligned with the strategic objectives of the Functional Area or Service.  

- Obtain the expected results of each process. 

- Promote process efficiency. 

- Continually improve processes through monitoring and control. 

For each process, aspects such as its purpose and scope, owner and team, activities, suppliers, customers, 
related processes, indicators, and so on are defined in the process sheets.  

The sequence and interaction of the Functional Areas and Services processes are classified as follows: 

- Strategic processes: define strategic management. 

- Operational processes: enhance the operational efficiency of Functional Areas and Services. 

- Support processes: provide support to the strategic and operational processes. 

Process monitoring and control is carried out by the owner of each process during the meetings of the Quality 
Committee of each Functional Area and Service (R-01-MC-UD "Minutes of Meeting").  

The Quality Committee prepares and updates the R-02-MC-UD "List of Monitoring Indicators" to track the 
performance of the established processes.  
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Figure 1. Process map. 
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5. LEADERSHIP 

5.1. LEADERSHIP AND COMMITMENT 

The Vice-Rector’s Office responsible for quality, the heads of the Functional Areas and Services, and their 
respective management teams are actively committed to the development and implementation of the Quality 
Management System and its continuous improvement. They communicate to the organisation the 
importance of meeting quality requirements with respect to customers, applicable regulations, and internal 
requirements. To this end, they disseminate the quality policy throughout the organisation to support 
performance improvement and engage staff in achieving the defined objectives. 

Furthermore, the management of each Area, together with the heads of the relevant Functional Areas and 
Services, is responsible for reviewing the system and proposing the necessary resources in terms of 
infrastructure, work environment, staff, and processes, to ensure its ongoing suitability and effectiveness. 

The Vice‑Rector’s Office responsible for quality and the Quality Unit ensure that the quality policy and the 
Quality Management System are aimed at meeting the requirements of customers/users and enhancing their 
satisfaction.  

The systematic identification of customer/user requirements is carried out by the staff responsible for the 
departments or work teams in direct contact with the customer/user. Updates are made during Quality 
Committee meetings, where the ability of the Functional Areas and Services to meet these requirements is 
reviewed. Furthermore, customer/user satisfaction with the services provided is evaluated (in accordance with 
the strategic process PE‑SAT “Customer Satisfaction”) as a means of verifying that the required standards 
have been met and of identifying new requirements.  

 

5.2. QUALITY POLICY 

The Vice‑Rector's Office responsible for quality, committed to the implementation of the system and the 
continuous improvement of its effectiveness, establishes the quality policy. This policy provides the framework 
for defining strategic objectives and serves as a reference to ensure that the needs and expectations of 
stakeholders are identified and met, with the overarching aim of enhancing their satisfaction. The Director 
of the Quality Unit reviews the quality policy annually, taking into account the contributions of the Quality 
Committees of the Centres, and it is approved by the Vice‑Rector’s Office responsible for quality. This will 
ensure the participation of all stakeholders in the review of the Quality Policy. 

The quality policy is disseminated, in particular, through information meetings, distribution of quality policy 
copies, posters displayed in various locations of the Functional Areas and Services, and briefing documents. 
It is also available on the website of each Service, making it accessible to the university community and 
relevant social stakeholders. 

 

5.3. ROLES, RESPONSIBILITIES AND AUTHORITIES IN THE ORGANISATION 

The University’s Management is responsible for defining the organisational structure of the Functional 
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Areas and Services, as well as the roles and responsibilities of their members, and for ensuring that these 
are communicated throughout the organisation.
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Organisational chart of the UD’s Functional Areas and Services 
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6. PLANNING 

6.1. ACTIONS TO ADDRESS RISKS AND OPPORTUNITIES 

PLANNING OF THE QUALITY MANAGEMENT SYSTEM  

To plan the Quality Management System for the academic year, the heads of each Functional Area and Service 
identify the risks and opportunities. By prioritising them, they determine which ones need to be addressed 
throughout the academic year. This is done by analysing the issues and requirements outlined in sections 4.1 
and 4.2 in this manual. 

The actions taken are monitored and controlled by the Quality Committees and during the annual Management 
Review by the heads of the Functional Areas and Services. 

 

6.2. STRATEGIC OBJECTIVES AND PLANNING TO ACHIEVE THEM 

The heads of each Functional Area and Service establishes measurable strategic objectives aligned with the 
quality policy of the Quality Management System, and they will monitor them in accordance with the PE-PLA 
"Strategic Planning" strategic process. 

 

6.3. PLANNING CHANGES 

The heads of each Functional Area and Service plan changes based on section 4.4 in this manual, where the 
need for changes has been identified in the Quality Management System. 

 

7. SUPPORT 

7.1. RESOURCES 

7.1.1. OVERVIEW 

The heads of the Functional Areas and Services, together with the Management of each Area, are responsible 
for identifying and proposing the appropriate resources for the implementation, maintenance, and 
continuous improvement of the Quality Management System, and, in doing so, for enhancing customer/user 
satisfaction by meeting their requirements. 

 

7.1.2. PEOPLE 

The heads of the Functional Areas and Services, together with the Management of each Area, ensure the 
availability and training of the staff required for the implementation of the Quality Management System. This 
requirement is described in the PS-GES"People Management "support process sheet. 
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7.1.3. INFRASTRUCTURE 

The heads of the Functional Areas and Services, together with the Management of each Area, ensure that the 
necessary infrastructure (buildings and facilities, equipment, transport resources, and information and 
communication technology) is available to carry out the activities of the Functional Areas and Services and to 
meet customer requirements, and, where appropriate, propose improvements.  

To ensure the optimal use of available material resources, the necessary preventive and/or corrective 
maintenance operations will be carried out within the Functional Areas and Services, depending on the 
equipment and facilities in question, through suppliers.  

In turn, the Deusto Hall of Residence carries out the maintenance of the centre’s infrastructure in accordance 
with the support process PS-MTO "Maintenance of equipment and facilities". The evaluation of suppliers 
providing infrastructure maintenance services is carried out in accordance with the operational procedure  P-
EVA "Supplier evaluation". 

 

7.1.4. WORKING ENVIRONMENT FOR PROCESS OPERATION 

The management of each Functional Area and Service ensures that the necessary working environment is 
provided to achieve conformity with service requirements. 

If the management of each Functional Area and Service identifies or becomes aware of working environment 
conditions that could jeopardise conformity with service requirements through weaknesses, internal audits, staff 
suggestions, or any other means, they will report them to the heads of the Functional Areas and Services, who 
will establish the appropriate measures to resolve them. 

The environmental conditions (temperature, humidity, lighting) of the Library's Old Collection Room are 
controlled in accordance with the support process PS-MAN "Collection Maintenance”. In the case of Deusto 
Hall of Residence, environmental conditions are controlled through the "Self-control Plan” APPCC document. 

 

7.1.5. MONITORING AND MEASUREMENT RESOURCES 

The Deusto Hall of Residence monitors the traceability of measurements in accordance with the operational 
procedure P-CON "Measuring equipment control".  

Due to the nature of the other Functional Areas and Services, and because this exclusion does not affect 
their ability or responsibility to provide a service that meets customer satisfaction and applicable regulatory 
requirements, this section of the standard does not apply to them. 

7.1.6. ORGANISATIONAL KNOWLEDGE  

The Library’s Management identifies the knowledge required to achieve conformity of its services through point 
8.5 of PS-GES "People Management". 
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Due to the nature of the other Functional Areas and Services, and because this exclusion does not affect their 
ability or responsibility to provide a service that meets customer and applicable regulatory requirements, this 
section of the standard does not apply to them. 

 

7.2. COMPETENCE 

The heads of the Functional Areas and Services, together with the management of each area, ensure that staff 
performing work that affects compliance with service requirements are competent in terms of their education, 
training, skills, and experience. 

This requirement is described in the support process sheet PS-GES "People Management." 

Based on the training needs identified as a result of the recruitment of new staff, changes in roles, and the 
introduction of new equipment, services, or methods, appropriate training activities are carried out to address 
these needs. 

 

7.3. AWARENESS  

This requirement is described in the support process sheet PS-GES"People Management ". 

Based on the training needs identified as a result of the hiring of new staff, changes in roles, the introduction of 
new equipment, services, and methods, appropriate training activities are carried out to address these needs. 

Furthermore, knowledge management is carried out through team meetings and shared documentation on 
Perseo and Drive. In the case of New Students, it is also managed using the CRM tool.  

 

7.4. COMMUNICATION 

The heads of the Functional Areas and Services, together with the management of each Area, ensure 
appropriate internal and external communication processes are established. 

The channels typically used for internal communication include: Quality Committee meetings, verbal 
communication (in person and by telephone), email, briefing documents, notice boards and other channels 
(e.g. internal meetings).  

With regard to external communication, in addition to the information published on websites and social media, 
the management of each Functional Area and Service annually communicates the results of the Quality 
Management System through the Management Review and in the QMS section of its website. 
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7.5. DOCUMENTED INFORMATION 

The need to clearly and unambiguously define and disseminate the quality policy and the established 
strategic objectives, as well as to have standardised operational procedures in place, requires the Quality 
Management System to be documented. The organisation’s documentation structure is as follows: 

- Quality Policy: The University’s overall intentions and direction regarding quality, formally expressed by 
the Vice-Rector’s Office for Quality. 

- Quality Manual: The core document of the Quality Management System, providing a general description 
of the lines of action followed by the University in response to each section of the reference standard. It 
includes an overview of the University, the definition of processes, their interactions (process map), and the 
related activities, functions and responsibilities. It sets out the scope, documented procedures, and the 
interaction between processes.  

- Process Sheets: Documents elaborating the processes, including the operating method and referencing 
other necessary documents (procedures, work instructions, etc.).  

- General Procedures: Documents describing the specific way in which the general activities required by the 
processes are carried out. 

- Operational Procedures: Documents describing the specific way in which operational activities required 
by the processes are carried out. 

- Work instructions: Documents describing the specific way in which tasks are performed. 

- Forms: Documentary records that capture the results of activities. Once completed, forms become system 
records, providing evidence that the described activities have been carried out. 

To ensure the proper functioning of the digital management of documentation and records within the Quality 
Management System, the general procedure PG-DOC "Documentation and Records" has been established. 

 

8. OPERATION 

8.1. OPERATIONAL PLANNING AND CONTROL 

The management of each Functional Area and Service, together with the heads of the relevant 
departments/teams and/or any other staff deemed appropriate, plans and carries out the processes 
necessary for the delivery of services, under the coordination of the Quality Unit, which ensures that these 
processes are consistent with the requirements of other processes within the Quality Management System. 

This planning supports the establishment of: 

- The strategic objectives and requirements of the service. 

- The documents required to provide the service. 

- The activities required for verification, validation, monitoring and measurement of the service. 
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- The records required to provide evidence that the processes and the service meet the requirements. 

 

8.2. REQUIREMENTS FOR PRODUCTS AND SERVICES 

The management of each Functional Area and Service is responsible for analysing the information provided by 
the customer to deliver the service that best meets their requirements. To this end, it takes into account: 

- Requirements specified by the customer or service user, including those for the service delivery activities 
and subsequent processes. 

- Requirements not specified by the customer or service user but necessary for the provision of the service. 

- Legal and regulatory requirements applicable to the service. 

- Any additional requirements deemed necessary by the management of each Functional Area and Service. 

- Customer property 

By controlling and monitoring operational processes, it is ensured that:  

- Service requirements are clearly defined. 

- Any discrepancies with the customer’s requirements are resolved. 

- The necessary capacity is in place to meet the defined requirements. 

The Director of the Quality Unit and the heads of the Functional Areas and Services propose measures to 
manage communications with customers or service users, including information about services: rules of use, 
responses to enquiries, and feedback from customers or service users, including their suggestions and 
complaints.  

This communication is carried out through the Intranet, Student Portal, UD website, the specific websites of 
the Functional Areas and Services, notice boards, service-user support staff, suggestion forms on the websites 
of the Functional Areas and Services, physical suggestion boxes (R-04-MC-UD), specific programmes of the 
Functional Areas and Services, and other channels.  

The head of each Functional Area and Service responds to all suggestions and complaints received from 
service users through any of the channels mentioned, via the Process Manager, post, email, or telephone 
wherever possible. If the service user’s details are available, a direct response is provided; otherwise, a general 
information notice may be issued if deemed appropriate. All suggestions and complaints received are managed 
through the Process Manager. 

Typically, when it is necessary to initiate an improvement action, the head of each Functional Area and Service 
follows the activities described in the general procedure PG-NOC "Non-conformities". 
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8.3. DESIGN AND DEVELOPMENT OF PRODUCTS AND SERVICES 

The design of services for the Deusto Alumni-Employment workshops is planned and controlled through the 
process PO-ORI "Guidance", and the Employment Forum through the operational procedure P-FOR 
"Employment and Entrepreneurship Forum”. With regard to the Library Service, it is controlled through the 
operational procedure PO-ATE “Service to Users”; At Deusto Hall of Residence, this is managed through the 
"APPCC" Self-Control Plan, the design of menus and the operational procedure PO-FOR ‘Training’, which 
covers the design of training activities. For New Students, service design is carried out through information 
sessions conducted as part of the operational procedure PO-SES “Information Sessions”, briefing days (PO-
JPA), or Education Fairs in which it participates (PO-FER). 

 

8.4.  CONTROL OF EXTERNALLY PROVIDED PROCESSES, PRODUCTS AND SERVICES 

The Director of the Quality Unit, the heads of the Functional Areas and Services, and the management of each 
Area determine the guidelines for processes provided by internal or external suppliers. 

The selection, monitoring and evaluation of these suppliers is carried out in accordance with the  operational 
procedure P-EVA "Supplier evaluation". 

The process sheets PO-ADQ "Acquisitions" and PS-MAN "Collection Maintenance" in the Library, PO-BOL 
"Job Board and PO-LC "Lanbide Placement" in DeustoAlumni-Employment, and PO-SES "Information 
Sessions", PO-FER "Fairs", PO-JPA "Open Days" in the New Student Information Service establish the 
methodology for acquiring products and services that affect the quality of the Functional Areas and Services. 

 

8.5. SERVICE PROVISION AND DELIVERY 

8.5.1 CONTROL OF SERVICE PROVISION AND DELIVERY 

Effective management of services relies on careful planning of the tasks to be carried out, documentation of 
activities that require it, and training of staff across the Functional Areas and Services. They have documented 
processes (process sheets) that include associated procedures where required, along with a set of established 
indicators, enabling process owners to monitor the processes and provide evidence in the corresponding 
records. Non-compliance with these monitoring requirements is recorded, managed, and resolved in 
accordance with the general procedure PG-NOC "Non-conformities". 

The operational procedures identified for each Service are those listed in the Process Map in section 4.4 of 
this manual.  

Staff in the Functional Areas and Services, regardless of whether they are the same individuals carrying out 
the activity being verified, are responsible for detecting any potential deviation as it occurs. 

The Head of each Functional Area and Service establishes a validation system, primarily through the handling 
of customer complaints, in accordance with the general procedure for the management of non-conformities, 
PG-NOC “Non-Conformities”, and through the results of customer satisfaction measurement, following the 
guidelines set out in the strategic process PE-SAT “Customer Satisfaction” and in line with the criteria 
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applied by the Director of the Quality Unit and the heads of the Functional Areas and Services during the 
system review. 

When a process is validated as non-conforming, it is identified, managed, and addressed as a weakness or 
incident, following the steps described in PG-NOC "Non-Conformities". 

 

8.5.2 IDENTIFICATION AND TRACEABILITY 

The head of each Functional Area and Service has established an identification and traceability system for the 
services provided, using the records generated by the various process sheets and operational procedures.  

At DeustoAlumni-Employment, service traceability is maintained through service user and company records 
contained in the CRM. 

The Library has implemented the operational process PO-TEC “Technical Process” for the identification of 
items in the bibliographic collection, using stamping, registration, and cataloguing in the Alma system. 

For the New Student Information Service, traceability is ensured through requests for additional information 
(SIA): recording the details of attendees and information requesters in the CRM. 

At Deusto Hall of Residence, traceability is established through student records, and matters relating to the 
kitchen and dining facilities are covered in the Self-Control Plan (HACCP) within the operational process PO-
COC "Kitchen and Dining Facilities”. 

 

8.5.3 PROPERTY BELONGING TO EXTERNAL CUSTOMERS OR SUPPLIERS 

The Functional Areas and Services treat the data of users, university staff, and alumni as customer property. In 
this regard, it should be noted that, in compliance with Organic Law 3/2018 of 5 December on Data Protection 
and Guarantee of Digital Rights, the University of Deusto, through the Internal Audit and Control Unit, has 
registered the notified files under the following names with the Data Protection Agency: "Deusto University 
Library", "Employment", "Applicants for Information", "Application for Admission" and "Residents of Deusto Hall 
of Residence". All staff in the Functional Areas and Services who have access to such data as part of their 
activities are aware of the obligations arising from the aforementioned law. This entire section is controlled 
through P-EVA "Supplier Evaluation".  

 

8.5.4 PRESERVATION 

The preservation, conservation and restoration of the Library's bibliographic collection are carried out in 
accordance with the support process PS-MAN"Collection Maintenance”. 

With regard to product preservation in the Accommodation, Kitchen and Dining Services of Deusto Hall of 
Residence, this is described in the Self-Control Plan (HACCP) within the operational process PO-COC 
"Kitchen and Dining". In addition, activities related to the maintenance, repair and cleaning of infrastructure 
(buildings and facilities) and equipment are carried out in accordance with the support process PS-MTO 
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"Maintenance of equipment and facilities.” 

 

8.5.5 POST-DELIVERY ACTIVITIES  

The organisation must meet the requirements for post-delivery activities associated with products and services. 

In determining the scope of post-delivery activities, the following aspects are taken into account: 

a) Legal and regulatory requirements. 

b) Potential unintended consequences associated with the products and services. 

c) The nature, use and intended lifetime of the products and services. 

d) Customer requirements 

e) Customer feedback 

 

8.5.6 MONITORING CHANGES 

The organisation must review and control changes to service delivery or production, to the extent necessary 
to ensure continued conformity with requirements. 

The organisation must maintain documented information describing the results of the change review, the 
individuals authorising the change, and any actions required as a result of the review. 

 

8.6. RELEASING OF PRODUCTS AND SERVICES  

During the performance of process activities, the controls described in the corresponding process sheets are 
carried out. This monitoring and measurement are conducted based on the detection and management of 
process non-conformities, customer or service user complaints, and other records within the Quality 
Management System. 

 

8.7. CONTROL OF NON-CONFORMING OUTPUTS 

The Functional Areas and Services control non-conforming outputs in accordance with the general procedure 
PG-NOC "Non-Conformities." 
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9. PERFORMANCE EVALUATION  

9.1. MONITORING, MEASUREMENT, ANALYSIS AND EVALUATION 

The head of each Functional Area and Service has established methods for measuring and monitoring the 
processes necessary to meet customer requirements, using indicators defined in the process sheets. These 
methods confirm the ability of the processes to achieve their intended purpose. To this end, a systematic 
approach has been established for controlling both the processes and the strategic objectives, which are 
analysed in the meetings of the Quality Committee and during reviews by the head of the Quality Management 
System. 

During the performance of process activities, the controls described in the corresponding process sheets are 
applied. Monitoring and measurement are conducted based on the detection and management of process non-
conformities, customer or service user complaints, and other records within the Quality Management System. 

The data collected as a result of applying the Quality Management System (issues, improvement actions, 
suggestions, complaints, etc.) are analysed in the regular meetings of the Quality Committee, serving as a basis 
for identifying improvements to the system. These meetings also include the analysis and monitoring of 
management plans, the relationships between process monitoring indicators in the Functional Areas and 
Services, training plans, reports on the results of communication with customers or service users (such as 
satisfaction surveys), and supplier evaluations. 

To monitor customer perceptions and assess the extent to which their needs and expectations are met, various 
measurements of stakeholder satisfaction are conducted.  

This requirement is described in the support process sheet PE- SAT "Customer Satisfaction". 

 

9.2. INTERNAL AUDIT 

All activities of the Functional Areas and Services included in the Quality Management System are subject to 
annual internal quality audits. This requirement is carried out in accordance with the general procedure PG-
AUD "Audits." 

 

9.3. MANAGEMENT REVIEW 

The heads of the relevant Functional Areas and Services review the Quality Management System annually, 
with the support of the management and the Quality Unit, to ensure its continued suitability, adequacy, and 
effectiveness.  

The review of the quality management system is conducted based on:            

- Suitability and effectiveness of the quality policy and strategic objectives 

- Audit results 

- Stakeholder feedback 
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- Process performance and service conformity 

- Status of corrective and preventive actions 

- Previous review reports 

- Internal and external issues, and risks and opportunities 

- Supplier performance 

- Changes that could affect the Quality Management System 

- Recommendations or opportunities for improvement 

The results of the review are recorded in the R-03-MC-UD “Management System Review Report,” which 
includes all decisions and actions resulting from the review concerning the system, the service, and the 
resources. This report is approved by the heads of the Functional Areas and Services and the management of 
each Area. The head of each Functional Area and Service presents and analyses the report at the Quality 
Committee meeting. 

 

10. IMPROVEMENT 

10.1. OVERVIEW 

The Functional Areas and Services continuously improve the effectiveness of the Quality Management 
System through the achievement of objectives derived from the quality policy, the analysis of audit results, the 
identification of opportunities for improvement, the implementation of improvement actions, and management 
reviews of the system. 

 

10.2. NON-CONFORMITY AND CORRECTIVE ACTION 

In accordance with the General Procedure PG-NOC “Non-Conformities”, when a non-conformity is detected, 
and once the immediate corrective action has been implemented, if applicable, an assessment is carried out 
based on the severity or recurrence of the non-conformity to determine whether it is appropriate or necessary 
to implement an improvement action, with the necessary resources assigned. 

Where required, the identified risks and opportunities are updated and/or changes are made to the Quality 
Management System. 

 

 


